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COIMMNMALUEHUE OB YPOBHE NPEOOCTAB/IEHMA
YCNYTU «lNoanucka Ha BUPTYasibHbIA MeXKceTeBoM sKkpaH UserGate»

1. APEAMET COMNALLEHNA

Hactoawee CornaweHune 06 ypoBHe npepgocTaBneHun ycayr (aanee — CornaweHune) saBnseTca AOKYMEHTOM, GUKCUMPYIOWUM
[octynHocTb Ycnyru, a TakkKe LeieBble KOIMYECTBEHHbIE M KaYeCTBEHHbIE XapaKTepUCTMKM npeaocTasneHnsa Yeayrm «Moanucka
Ha BUPTYa/ibHbIN MeKceTeBoW 3KpaH UserGate» (aanee — Ycnyra), onucaHHOM B HacTosAWweM NpuaoxeHuu.

Ycnyra npegoctasnsetca B cotpyaHudectse ¢ 000 «H3epreiT» (panee — MapTtHep).

B pamkax Ycnyrn UcnonHutenb npeaoctaBnaeT 3akasumKy pernctpaumoHHble kntoum n MO UserGate-VM ana camocToAaTeIbHOToO
pasmelleHns B MHOPACTpyKType 3aKasuuKa. WMHUMAEHTOM ANnA  AaHHOM  ycayru  siBaseTca  HepaboTocnocobHOoCTb
NpPeAoCTaB/NEHHbIX PErucTPaLMOHHbIX Katuel unan owubkm B npegoctasneHHom MO UserGate-VM. Jliobble HapylueHue
paboToCnoCOB6HOCTM, CBA3AHHbIE C HEKOPPEKTHOM YCTAHOBKOM, HACTPOWMKOM MporpammHoro obecneyeHus u obHOBAEHMEM
nporpaMmHoro obecneyeHma HaxoAATCA B 30HE OTBETCTBEHHOCTM 3aKasuMKa W He NoAnafatoT nog AewcTBve [aHHOro
CornaweHwus.

B pamkax Ycayrm nop BocCCTaHOBAEHMEM pPaboTOCNocobHOCTM cepBMca NOApPa3yMeBaeTcA NpefocTaBneHne 3aKkasuuky
AEeNCTBYIOWMX PErucTpaLMOHHbIX KAYen uan onucaHua cnocoba paspelueHus BbiABAeHHbIX npobnem B MO UserGate-VM.
MNpumeHeHWe perncTpaLMoHHbIX K/IOYEN N PEKOMEH0BAHHbIX CMOCOH0B YCTPAHEHMA BXOAMUT B 30HY OTBETCTBEHHOCTM 3aKa3yuKa
1 He noAnafatoT nog Aelcteune gaHHoro CornaweHus.

B cnyyae HecooTBeTCTBMA (GAKTUYECKM M3MEPEHHbIX MapaMeTpoB AMana3oHaMm, yKasaHHbIM B gaHHOM CornaweHun, Ycnyra
CYMTAETCA HEeCOOTBETCTBYIOWEN rAPAHTMPOBAHHOMY YPOBHIO KayecTBa, YTO AAéT 3aKasuuKy NpaBo Ha MojyvyeHWe nepecyéta
cToumocTu Yenyru.

2. TEXHUYECKAA NOAAEPXKKA YCNYTU

[na obecneyeHnsa pabotocnocobHocTn Yeayrn McnonHutens ncnonbsyet Cayxby TEXHUYECKON NoaaepKKN.

Mpy BO3HMKHOBEHMM Y 3aKa3unKa TEXHUYECKON UAN MHOWM nNpobaembl npu notpebneHnn Ycayru, nposeseHuna McnonHutenem
PernameHTHbIXx, CpouHbix paboT u/unu MpepasapuitHbix paboT npeacTaBuTenb 3akasunka W UcnonHuten AeWCTBYIOT B
COOTBETCTBUM C PernameHTOMm B3aumopgeiicTema CTOpoH.

[na yckopeHua BpemeHn obpabotku MHumpeHTa npu obpaweHun B Cayxby TeXHUYECKOW MOoAAepKKM 3aKasuuk JOKeH
COOB6WNTL MAaKCUMaNbHO MOJIHYI0 MHOOPMaLMIO O NporpaMMHOM obecrneyeHnn, ero KoHOUrypauum u nocaeaoBaTesIbHOCTH
Wwaros, npueeawnx K MHunaeHTy. B ciyyae HegocTatka nHpopmaummn Cnyxba TeXHUMYECKOM NOAAEPKKM MOMKET 3anpocuTb Y
3aKa3uMKa yTOYHeHMA. Bpema BOCCTAHOBNEHUA HaAYMHAET OTCUUTLIBATLCA C MOMEHTA nosyyeHua McnonHutenem nonHou
MHbopMauumn no MHUMAeHTY OT 3aKasuumKa.

3. LLENEBBIE MOKA3ATE/IU MO OEPABEOTKE OBPALLEHUIA

B pamkax Ycnyru onpegeneHsl cnegytowme Tmnbl ObpalieHnin 3akasymka:

Tun Mpuopurer OnucaHue

NHUMAEeHT BNeYéT 3a cobol nonHyto notepto pabotocnocobHocTM Yeayrn, u 3akasumk He
KpUTUYHbIN MOMET  BOCCTaHOBUTb  PaboTOCMOCOBHOCTb  CaMOCTOATE/NbHO  (MpPeaocTaBAeHH bl
PErucTPaLMOHHbIN K04 BaUAUPYETCS C OWMBKOWM).
NHuMaeHT BnevéT 3a coboit 3HauMTeNnbHyo notepto pabotocnocobHocTv Yeayru, npu sTom
Bbicokuii MUT-cuctema coxpaHseT pabotocnocobHOCTb B OrpaHMYeHHOM 06béme (pa3BepHyTbIli 06pa3
UserGate-VM 3asucaeT uaum nagaert B core-dump).
MHumMaeHT Bneuyét 3a coboi HecylwecTBeHHylo noTepto pabotocnocobHocTM Ycayru.
(NpegocTaBneHHbI  PErMCTPALMOHHbIA  KAOY  He  COOTBETCTBYeT — 3ampoLeHHbIM
XapaKTepucTMkam unu HabapaoTca npobnembl C 3aaBAeHHON (YHKLMOHANBHOCTLIO
UserGate-VM).
3aduKcuposaHHan NOTPeBHOCTb 3aKasumKa B 06C/YKMBaHUM B paMKax NpesocTaBAseMomn
emy Ycayru, He cBsizaHHas co cb6oem WM OTKa3oM B NpeaocTaBieHun Ycayru. 3anpoc Ha
BbIcOKui1 GOPMMPOBaHME HOBbIX MM WM3MEHEHME CYLLECTBYIOWMX PErMCTPALMOHHBIX KAouew,
nepereHepaumio TOKEHa B CBA3M C NEPEHOCOM PerucTpaumMoHHbIX Kalouei Ha apyryto BM,
3anpoc Ha npekpalieH1e CpoKa JenNcTBUA PerncTpaumoHHOro Ktoya.
obcnyxnBaHue 3adurKcnpoBaHHan nNoTpebHOCTb 3aKa3unKa B 06CYKMBAHUM B pamMKax npesocTaBasemon
emy Ycyru, He cBizaHHasn co c6oem MAuM 0TKa3oM B NpeocTasneHnmn Yeayru. KoHcyabTaumum
CpepgHuit nosb3oBatesnie no pabote ¢ YcAyroi, npeaocTaBAeHME MHCTPYKUMUA U 0byyatomx
MaTepuasnios, BOCCTAHOBEHWE W aHa/IM3 AaHHbIX, TPeA0CTaBeHME CTaTUCTUHECKUX AAHHbIX,
OTYETOB.
3admKcnpoBaHHan NOTPeBbHOCTb 3aKa3unKa B 06C/yKMBAHUM B paMKax NpefoCcTaBAseMom
3anpoc Ha usmeHeHune He npumeHnumo emy Ycayru, He cBfAzaHHaa co cboem WM OTKa3oM B NpeaocTasBieHun Ycayru. 3anpoc Ha
L0N0NHUTENbHYI0 GYHKUMOHaNbHOCTL UserGate, KOTopas He BXOAUT B onucaHue Ycayru.

UHumMpeHT

CpeaHui

CornacHo NyHKTy 6.5 PernameHTta B3aumogeicteua CTOPOH gna YCAyru ycTaHaBAWMBAlOTCA ocobble LeneBble 3HayeHUs no
0b6paboTke Ob6palyeHuii 3akasumka (Tabavua 1).

Tabn. 1. Lienesble nokasatenu no obpaboTtke ObpalLeHui
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Bpemsa
Bpems
Tun Mpuoputer BOCCTaHOB/IEHUA cBn
peakumm (u.)
(4.)
Kputnunbiig 0.25 4 24*7 — KpyrnocyTouHo B paboume W BbIXOAHbIE
npasgHU4YHbIe HW.
Bbicokuit 0.25 24 (mpasa )A
WHumaeHT 9*5 — ¢ 09:00 20 18:00 (MO MOCKOBCKOMY BpEMEHM) C
Cpeanmi 0.25 80 noHefeNbHUKA MO MATHWLY, fa MCKIOYEHUEM
BbIXOAHbLIX U MpPa3gHU4YHbIX AHeW, YCTAaHOBJIEHHbIX
MpasutenscTBom Poccuitckoit Gepepaumm.
9*5 — ¢ 09:00 go 18:00 (N0 MOCKOBCKOMY BPEMEHM) C
3anpoc Ha Ceanii 0.25 120 noHefenbHUKa MO MATHWLY, _j,a MCKAIOYEHNEM
obcnykuBaHue BbIXOAHbIX W MPasgHUYHBIX AHEW, YCTaHOBAEHHbIX
MpasuTenbcTBom Poccuiickon Pepepaumm.
3anpoc Ha
He npumeHumo - - Mo cornacoBaHuWio CTOPOH
n3meHeHue
4, MPOBEAEHUE PEFNAMEHTHbIX, CPOYHbIX U/WWN NPEAABAPUAHBIX PABOT

Ycnosua nposegeHus PernameHTHbIX U/uam CpodHbix paboT npueeaeHbl B Tabauue 2.

Taba. 2. Ycnosua nposeaeHnsa PernameHTHbIX, CpouHbix n/unu MpeaasapuiiHbix pabot

HaumeHoBaHue MpoAoNKNTEeNbHOCTb U UHTEPBaNbI YBegomneHue [ononHutenbHble
pabor MeXay nepepbiBamu 3aKasuumka ycnosus

O BpemeHu npoBeaeHus pabot

CymmapHas npogo/mkutensHoctb | He meHee uem 3a 1 (oguH)
PernameHTHblE M WUcnonHuutens ysegomnsaet 3a 1
nepepbiBoB - He 6osiee 4 (YeTbipex) yacoB B | pabounii  AeHb A0  Hadana "
paboTbl (oamH) pabouunii geHb A0 Havana
mecau, nepepbiBa

nepepbisa

Bpema nepepbiBa paBHO daKTUUECKOMY
BpemeHu, HeobxoAMMOMy A5 ycTpaHeHWs | He meHee yem 3a 2 (ABa) Yaca Ao
/ NpefoTBpaLLEeHUA aBapMItHbIX CUTyauMiA U | HadYana nepepbisa.

/ vnu HencnpaBHOCTei.

O BpemeHu nposepeHna pabot
UcnonHuutenb ysegomnset 3a 2
(aBa) yaca Ao Hayana nepepbiBa

CpouHble paboTbl

Mpeanonaraemas
Bpema nepepbiBa paBHO dakTU4EeCKOMY NPOAOIKUTENIHOCTD
MpeaasapuitHble BpemeHu, HeobxoAMMOMY A5 yCTpaHeHus | HenocpeacTBeHHO nepef Hauyasiom | nposefeHus pabot coobliaercs
paboTbi / NpefoTBpaLLEeHUA aBaPUIHbIX CUTyaLuuiAi U | nepepbisa. 3aKasuMKy  HemocpeACcTBEHHO
/ VAn HencnpasHoCTel. nepes Ha4yaloM NpoOBeAeHUA
pabort.

5. AOCTYNHOCTb YCNYTU

B Tabauue 3 npuBeseHbl nokasaTtenn JocTynHoctn Yeayru.
Tabn. 3. Nokasatenn JocTynHocTn Ycnyrm

HaumeHoBaHue Ycnyru NokasaTtenu floctrynHoctu Ycnyrm B rog, %

Moanucka Ha BUPTYanbHbIN MexkceTeBo akpaH UserGate 99,9%

6. KOMNEHCALWU 3A HAPYLUEHUE COTNALLEHUA

Hactoawum CornaweHnem npeaycmMoTpeHbl cegytoLme pa3mepbl KOMIeHcaumii 3akasyumnky 3a HapyweHue JoctynHocTu Yenyrm
3a nepwuog okasaHua Ycayru (Tabauua 4).

Tabn. 4. KomneHcauum 3a HapyLueHWe LeeBbix NoKasaTtenei [loctynHoctv Yenyrm

[ocrynHocTb Ycnyru 3a OTYeTHbI Bpems HepocTynHOCTM Ycnyru 3a
" Pasmep KomneHcauumn
nepuop, OT4YeTHbIN Nnepunop,
299,9% PaBHO nnn meHee 45 MUHYT KomneHcauua He npepocTasnseTca
<99,9 % Bonee 45 muHyT 1% oT ctoumocTu Ycnyru 3a nepuos, okasaHua.
<99,5 % Bonee 3,5 yacos 3% oT cToMmoCTM Ycnyru 3a nepmos oKasaHma
<99 % bonee 7 yacos 5% oT cTonmocTn Ycayrun 3a nepmop, okasaHua
<98 % Bonee 14,5 yacos 10% oT cToMmocTu Ycayru 3a nepmog, okasaHua
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<97 % bonee 22 yacos 20% OT CTOMMOCTH YCnyru 3a nepuog, okasaHua

7. OrPAHUYEHUA

B cnyyae HeBO3MOMXHOCTM paspelunTb MHUMAEHT Ha cTOpoHe McnoaHuTena u sckanaumm ero Ha CTopoHy [apTHepa Cpoku no
ycTpaHeHuio MHUumMAeHTa MoryT 6biTb yBe/IMYeHbl B COOTBETCTBMM CO CPOKaMM, YCTaHOBAEHHbIMK MapTHepom B cO6CTBEHHOM
cornaweHum ob ypoBHe 06cnyKuBaHuA. B cnydae yBennmyeHUs CpoKoB ycTpaHeHus UHuMaeHTa MapTHepom UcnonHuTtenb 06a3aH
yBeAOMUTb 06 3TOM 3aKasuumKa.
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